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Foreword
Covid-19 Further Deteriorates

Auto Dealers Financial Health

The coronavirus (COVID-19) outbreak 
is causing widespread concern and 
economic hardship for consumers, 
businesses and communi�es across 
the globe. India is not untouched as 
Indian Auto Industry which was 
already facing a downturn since 15 
months, was taken by surprise with the 
en�re country shu�ng down. 

Auto Dealers, who were already facing 
financial stress due to transi�on from 
BS-4 to BS-6 coupled with high 
inventory were the worst hit. Covid -19 
almost broke the backbone as 
dealerships were reeling under high 
stress with no sales and fixed 
opera�onal costs in terms of salaries, 
rent and interest on inventory funding. 

Various OEMs came forward to 
support their channel partners at this 
hour of crises but the support which 
was received varied across the 

pla�orms. Was the support which the 
dealers received enough or the OEMs 
could have done more to bail out their 
first customers?

To know more, FADA in partnership 
with PremonAsia (a consumer insight-
based consul�ng firm based out of 
Singapore), undertook a unique study 
to access the package announced by 
various OEMs to their dealers. 

The survey digs deeper as to what was 
going in mind of an Auto Dealer when 
sales for the first �me in history came 
to a grinding halt. Read on to know 
more! 

Vinkesh Gula�
President – F A D A
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Study

Background



How�it�all�started
COVID-19 has led to an unprecedented challenge for the automo�ve retail 
business. To �de over this challenge, automo�ve OEMs have extended some 
form of support to their channel partners. However, this support has been of 
varying degrees.

To understand the dealer expecta�ons and sa�sfac�on with the OEM support 
on various aspects, F A D A wanted to run a study.

PremonAsia, a specialized automo�ve advisory firm, conducted a pan-India 
online study covering dealers from all segments of the market – 4W Cars & 
UV (Mass market)/ 4W Cars & UV (Luxury)/ 2W (Scooters/ Bikes)/ 3W/ CV 
(Medium & Heavy)/ CV (Small & Light).
  
The study probed dealer owners & CEOs across 6 factors

• Support on financial ma�ers

• Support on customer communica�on ma�ers

• Support on dealer manpower ma�ers

• Support on lockdown related ma�ers

• Support on re-start of business

• Support on future business evolu�on

This execu�ve summary provides key findings from this study.
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Study

Findings



Dealer�Expectations
Factor Importance by Segments

Dealers have higher expecta�ons on business restart & future evolu�on; Expecta�ons vary by 
different segments; Higher importance on financial support among CV dealers

Hygiene & Delight Expectations

Hygiene Expecta�ons

Dealers expect online manpower engagement 
training for dealership sales & service staff.

They also expect to redefine manpower 
produc�vity norms & provide freedom to dealer 
owners.

Dealers expect help to handle customers such as 
Informa�on on handling new vehicle delivery 
delays as well as informa�on on new products & 
transi�on to BS-6.

Dealer principals expect closer collabora�on 
including that OEMs to engage them directly,

The crea�on of ac�ve dealer council to 
effec�vely communicate & manage common 
issues and future policy changes to enhance 
dealer viability. 

Delight Expecta�ons

Dealers expect financial collabora�on such as 
support by nego�a�ng with banks to provide 
be�er working capital rates, and assistance on 
expedi�ng collec�on of receivables. They would be 
delighted when OEMs exhibit thorough 
understanding of dealer cost structure including 
infrastructural and manpower.

Availability of comprehensive & bespoke support 
packages would be an absolute delight. 
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OEM�Ranking
4-Wheeler Mass Market & Luxury

Sa�sfac�on levels are generally weak with all segments averaging below 600 (on a 1000 point maximum); OEMs like 
Kia & Toyota have met their dealer partner expecta�ons be�er than others

Areas of posi�ves for KIA MOTORS

Kia dealers report stronger level of sa�sfac�on 
on areas of communica�on & dealer manpower 
related ma�ers – aspects like the senior/ top 
management of Kia maintaining regular & close 
communica�on with dealer owners; their team 
offering adequate informa�on on 
communica�on with customers wai�ng for their 
vehicles; their team offering online engagement 
to mo�vate & enhance knowledge of sales & 
service dealership staff etc. 

Areas of posi�ves for TOYOTA KIRLOSKAR

Toyota dealers report stronger level of sa�sfac�on 
on areas of financial support – aspects like 
expedi�ng se�lement of all claims (warranty/ 
marke�ng/ sales incen�ve payment etc.); Financial 
assistance on vehicle inventory (both at the 
dealership and in-transit); Being sensi�ve & 
suppor�ve of dealer specific business issues and 
not a “one-size-fits-all” approach
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2-Wheeler

Sa�sfac�on levels are generally weak with all segments averaging below 600 (on a 1000 point maximum); Hero 
Motocorp have met their dealer partner expecta�ons be�er than others
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OEM�Ranking
3-Wheeler & Commercial Vehicles

Sa�sfac�on levels are generally weak with all segments averaging below 600 index score (on a 1000 point 
maximum); Few OEMs like Mahindra have managed to surpass their dealer partner expecta�ons be�er than others
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Post�COVID�Dealer�Expectations�from�OEMs

One Nation  |  One Association

10



Future�Evolution
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Apart from a strong need to improve financial viability, dealers feel the need for greater empowerment in the future; 
They also expect a greater role in the future for data analy�cs, digital marke�ng and technology
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About�FADA
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Founded in 1964, Federa�on of Automobile Dealers Associa�ons (FADA), is 
the apex na�onal body of automobile retail industry in India engaged in the 
sale, service and spares of 2/3 Wheelers, Passenger Cars, UVs, Commercial 
Vehicles (including buses and trucks) and Tractors. FADA India represents 
over 15,000 automobile dealers having 26,500 dealerships including mul�ple 
Associa�ons of Automobile Dealers at the Regional, State and City levels 
represen�ng the en�re Auto Retail Industry. Together we employ ~4 million 
people at dealerships and service centres.
 
FADA India, at the same �me also ac�vely networks with the industries and 
the authori�es, both at the Central & State levels to provide its inputs and 
sugges�ons on the Auto Policy, Taxa�on, Vehicle Registra�on Procedure, 
Road Safety and Clean Environment, etc. to sustain the growth of the 
Automobile Retail Trade in India.

About�PremonAsia
PremonAsia is a consumer-insight based consul�ng firm with offices in 
Singapore and India. PremonAsia commenced its business in 2009, offering 
its services to clients in South East Asia, India & Middle East. The core of 
PremonAsia lies in insight-based strategy consul�ng. Right from our 
incep�on, we have adopted an industry (sector) focused business consul�ng 
approach. This philosophy lends itself well to develop deeper knowledge-
based engagement with our clients. Automo�ve industry and related sub-
sectors are an area of strong focus. This is one of the rapidly evolving sectors 
in India and Asia. Our experience and exper�se cuts across all sub-segments 
of this industry that includes two-wheelers/ three-wheelers/ cars/ SUVs/ 
commercial vehicles (trucks & buses)/ farm equipment machines/ 
construc�on equipment machines.
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CONTACT�US

Federa�on of Automobile Dealers Associa�ons
804-805-806, Surya Kiran
19 Kasturba Gandhi Marg
New Delhi 110 001
Email: fada@fada.in
Web: www.fada.in

Premon Asia
1A, Frankel Drive, Singapore – 458093

515-517, 5th Floor, Tower A, Spaze I-Tech Park, Sector 
49, Sohna Road, Gurgaon - 122002

Email: info@premonasia.com
Web: www.premonasia.com 

fadaindia.org www.fada.infadaindia FADA New Delhi FADA_India FADA India
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